Insurance Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

|Insurance I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium

Total

Application None None 1

Total 1

Total 1

Network Incident None 1

Total 1

Total 1

_No Tier 2 None None 1

Total 1

Total 1




Low Medium Total
Application Error Microsoft 1 0 1
Windows XP 1 0 1
None 2 0 2
1 0 1
Total 3 0 3
2 0 2
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Citrix ICA 2 0 2
Client 2 0 2
Citrix 1 0 1
Installation 0 0 0
Kofax 1 0 1
ImageControls 1 0 1
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 7 0 7
4 0 4
Reporting None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 12 0 12
6 0 6
Network Error None 1 0 1




Low

Medium

Total

Network Error Novell Client 2 0 2
for 32-bit 1 0 1

Total 3 0 3

2 0 2

Incident None 1 0 1
0 0 0

Total 1 0 1

0 0 0

None Citrix 1 0 1
Installation 1 0 1

Total 1 0 1

1 0 1

Password Novell Client 5 0 5
for 32-bit 1 0 1

Total 5 0 5

1 0 1

Total 10 0 10
4 0 4

PC/Laptop Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Hardware None 2 0 2
1 0 1

Total 2 0 2

1 0 1

Performance None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 5 0 5




Low

Medium

Total

Print/Copy/Sca Error Code None 1 1
n/Fax 1 1
Total 1 1

1 1

Incident None 1 1

0 0

Total 1 1

0 0

Total 2 2

1 1

30 30

12 12

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error State Payroll 0 1
Time Entry 0 1

Total 0 1

0 1

None Remedy Asset 1 1

Management 1 1

Total 1 1

1 1

Total 1 2

1 2

2 3

1 2

Network None None 1 1
0 0




Network

Low Medium Total
0 1
0 0
0 1
0 0
0 1
0 0
Telecom Area Code Telephone 0 1
0 0
Total 1
0
1
0
1
0
37

14




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

ird

Bottom Number - Missed Inital Respons

Low Medium Total
Application None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Network Incident None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
0 2
1 0 1
_No Tier 2 None None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
Application Error Microsoft 1 0 1
Windows XP 0 0 0
None 2 0 2
0 0 0




Low Medium Total
Application Error Total 3 0 3
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Citrix ICA 2 0 2
Client 0 0 0
Citrix 1 0 1
Installation 0 0 0
Kofax 1 0 1
ImageControls 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 7 0 7
0 0 0
Reporting None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 12 0 12
0 0 0
Network Error None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 1 0 1
Total 3 0 3




Low Medium Total
Network Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None Citrix 1 0 1
Installation 0 0 0
Total 1 0 1
0 0 0
Password Novell Client 5 0 5
for 32-bit 0 0 0
Total 5 0 5
0 0 0
Total 10 0 10
1 0 1
PC/Laptop Error None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Hardware None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Performance None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 5 0 5
1 0 1
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0




Low

Medium

Total

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 2 2

0 0

30 30

3 3

_No Tier 2 None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Application Error State Payroll 0 1
Time Entry 0 1

Total 0 1

0 1

None Remedy Asset 1 1

Management 0 0

Total 1 1

0 0

Total 1 2

0 1

2 3

0 1

Network None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0




Telecom Area Code

Telephone

Low

Medium

Total

o -~

N

o -~

RN

Total




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
Application None None 1 0 1
0.98 0.00 0.98
Total 1 0 1
0.98 0.00 0.98
Total 1 0 1
0.98 0.00 0.98
Network Incident None 1 0 1
1.01 0.00 1.01
Total 1 0 1
1.01 0.00 1.01
Total 1 0 1
1.01 0.00 1.01
2 0 2
0.99 0.00 0.99
_No Tier 2 None None 1 0 1
4.42 0.00 442
Total 1 0 1
4.42 0.00 4.42
Total 1 0 1
4.42 0.00 4.42
Application Error Microsoft 1 0 1
Windows XP 0.00 0.00 0.00
None 2 0 2
0.08 0.00 0.08




Low Medium Total
Application Error Total 3 0 3
0.05 0.00 0.05
None None 1 0 1
0.25 0.00 0.25
Total 1 0 1
0.25 0.00 0.25
Password Citrix ICA 2 0 2
Client 0.00 0.00 0.00
Citrix 1 0 1
Installation 0.08 0.00 0.08
Kofax 1 0 1
ImageControls 0.00 0.00 0.00
Microsoft 1 0 1
Windows XP 0.34 0.00 0.34
None 1 0 1
0.26 0.00 0.26
Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 7 0 7
0.10 0.00 0.10
Reporting None 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Total 12 0 12
0.10 0.00 0.10
Network Error None 1 0 1
0.00 0.00 0.00
Novell Client 2 0 2
for 32-bit 0.62 0.00 0.62
Total 3 0 3
0.42 0.00 0.42




Low Medium Total
Network Incident None 1 0 1
0.29 0.00 0.29
Total 1 0 1
0.29 0.00 0.29
None Citrix 1 0 1
Installation 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell Client 5 0 5
for 32-bit 0.15 0.00 0.15
Total 5 0 5
0.15 0.00 0.15
Total 10 0 10
0.23 0.00 0.23
PC/Laptop Error None 2 0 2
0.24 0.00 0.24
Total 2 0 2
0.24 0.00 0.24
Hardware None 2 0 2
0.27 0.00 0.27
Total 2 0 2
0.27 0.00 0.27
Performance None 1 0 1
2.42 0.00 2.42
Total 1 0 1
2.42 0.00 2.42
Total 5 0 5
0.69 0.00 0.69
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low Medium Total
Print/Copy/Sca Incident None 1 0 1
n/Fax 0.16 0.00 0.16
Total 1 0 1
0.16 0.00 0.16
Total 2 0 2
0.08 0.00 0.08
30 0 30
0.38 0.00 0.38
_No Tier 2 None None 1 0 1
0.72 0.00 0.72
Total 1 0 1
0.72 0.00 0.72
Total 1 0 1
0.72 0.00 0.72
Application Error State Payroll 0 1 1
Time Entry 0.00 2.03 2.03
Total 0 1 1
0.00 2.03 2.03
None Remedy Asset 1 0 1
Management 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 1 2
0.00 2.03 1.01
2 1 3
0.36 2.03 0.92
Network None None 1 0 1
0.21 0.00 0.21
Total 1 0 1
0.21 0.00 0.21
Total 1 0 1
0.21 0.00 0.21




Telecom

Low

Medium

Total

1 0 1

0.21 0.00 0.21

Area Code Telephone 1 0 1
0.05 0.00 0.05

Total 1
0.05

1

0.05

1

0.05

37

0.44




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total
Application None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Network Incident None 1 0 1
0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
2 0 2
0 0 0
_No Tier 2 None None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 1 0 1
1 0 1
Application Error Microsoft 1 0 1
Windows XP 0 0 0
None 2 0 2
0 0 0
Total 3 0 3
0 0 0




Low Medium Total
Application None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password Citrix ICA 2 0 2
Client 0 0 0
Citrix 1 0 1
Installation 0 0 0
Kofax 1 0 1
ImageControls 0 0 0
Microsoft 1 0 1
Windows XP 0 0 0
None 1 0 1
0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Total 7 0 7
0 0 0
Reporting None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 12 0 12
0 0 0
Network Error None 1 0 1
0 0 0
Novell Client 2 0 2
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Incident None 1 0 1
0 0 0




Low

Medium

Total

Network Incident Total 1 0 1
0 0 0

None Citrix 1 0 1

Installation 0 0 0

Total 1 0 1

0 0 0

Password Novell Client 5 0 5

for 32-bit 0 0 0

Total 5 0 5

0 0 0

Total 10 0 10

0 0 0

PC/Laptop Error None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Hardware None 2 0 2

0 0 0

Total 2 0 2

0 0 0

Performance None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 5 0 5

0 0 0

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Incident None 1 0 1

0 0 0




Low

Medium

Total

Print/Copy/Sca Incident Total 1 0 1
n/Fax 0 0 0
2 0 2

0 0 0

30 0 30

1 0 1

_No Tier 2 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Application Error State Payroll 0 1 1
Time Entry 0 0 0

Total 0 1 1

0 0 0

None Remedy Asset 1 0 1

Management 0 0 0

Total 1 0 1

0 0 0

1 1 2

0 0 0

2 1 3

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0




Low

Medium

Total

Telecom

Area Code Telephone 1
0

Total 1

0

1

0

1

0




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
Application None None 1 0 1
4.59 0.00 4.59
Total 1 0 1
4,59 0.00 4,59
Total 1 0 1
4.59 0.00 4.59
Network Incident None 1 0 1
1.01 0.00 1.01
Total 1 0 1
1.01 0.00 1.01
Total 1 0 1
1.01 0.00 1.01
2 0 2
2.80 0.00 2.80
_No Tier 2 None None 1 0 1
6.18 0.00 6.18
Total 1 0 1
6.18 0.00 6.18
Total 1 0 1
6.18 0.00 6.18
Application Error Microsoft 1 0 1
Windows XP 0.00 0.00 0.00
None 2 0 2
0.73 0.00 0.73




Low Medium Total
Application Error Total 3 0 3
0.49 0.00 0.49
None None 1 0 1
0.65 0.00 0.65
Total 1 0 1
0.65 0.00 0.65
Password Citrix ICA 2 0 2
Client 0.00 0.00 0.00
Citrix 1 0 1
Installation 5.55 0.00 5.55
Kofax 1 0 1
ImageControls 0.00 0.00 0.00
Microsoft 1 0 1
Windows XP 0.64 0.00 0.64
None 1 0 1
0.29 0.00 0.29
Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 7 0 7
0.93 0.00 0.93
Reporting None 1 0 1
2.80 0.00 2.80
Total 1 0 1
2.80 0.00 2.80
Total 12 0 12
0.95 0.00 0.95
Network Error None 1 0 1
0.00 0.00 0.00
Novell Client 2 0 2
for 32-bit 0.78 0.00 0.78
Total 3 0 3
0.52 0.00 0.52




Low Medium Total
Network Incident None 1 0 1
0.54 0.00 0.54
Total 1 0 1
0.54 0.00 0.54
None Citrix 1 0 1
Installation 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell Client 5 0 5
for 32-bit 0.20 0.00 0.20
Total 5 0 5
0.20 0.00 0.20
Total 10 0 10
0.31 0.00 0.31
PC/Laptop Error None 2 0 2
0.81 0.00 0.81
Total 2 0 2
0.81 0.00 0.81
Hardware None 2 0 2
0.27 0.00 0.27
Total 2 0 2
0.27 0.00 0.27
Performance None 1 0 1
5.89 0.00 5.89
Total 1 0 1
5.89 0.00 5.89
Total 5 0 5
1.61 0.00 1.61
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low Medium Total
Print/Copy/Sca Incident None 1 0 1
n/Fax 0.16 0.00 0.16
Total 1 0 1
0.16 0.00 0.16
Total 2 0 2
0.08 0.00 0.08
30 0 30
0.96 0.00 0.96
_No Tier 2 None None 1 0 1
0.72 0.00 0.72
Total 1 0 1
0.72 0.00 0.72
Total 1 0 1
0.72 0.00 0.72
Application Error State Payroll 0 1 1
Time Entry 0.00 241 2.41
Total 0 1 1
0.00 2.41 2.41
None Remedy Asset 1 0 1
Management 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 1 2
0.00 2.41 1.20
2 1 3
0.36 2.41 1.04
Network None None 1 0 1
0.80 0.00 0.80
Total 1 0 1
0.80 0.00 0.80
Total 1 0 1
0.80 0.00 0.80




Low Medium Total

1 0 1

0.80 0.00 0.80

Telecom Area Code Telephone 1 0 1

0.13 0.00 0.13

Total 1 0 1

0.13 0.00 0.13

1 0 1

0.13 0.00 0.13

1 0 1

0.13 0.00 0.13

36 1 37

1.00 2.41 1.04

INC000000154871  _No Tier 2 None None TIR Missed: No  TIR: 0.72

Help Desk Insurance Low Closed TTR Missed: No  TTR: 0.72

INC000000155123 _No Tier 2 None None TIR Missed: Yes TIR: 4.42

Capitol Desktop Support Insurance Low Closed TTR Missed: Yes TTR: 6.18
Application

INC000000153337  Application Password Citrix Installation Manage TIR Missed: No  TIR: 0.08

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 5.55

INC000000153745  Application Password Kofax ImageControls TIR Missed: No  TIR: 0.00

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00

INC000000154743  Application None None TIR Missed: No TIR:  0.98

Application Support Insurance Low Closed TTR Missed: No  TTR: 4.59

INC000000156165  Application Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00

INC000000157024  Application Password None TIR Missed: No TIR: 0.26

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.29

INC000000157027  Application None None TIR Missed: No TIR: 0.25

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.65

INC000000157985  Application Reporting None TIR Missed: No TIR:  0.07

Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 2.80

INC000000159691  Application Password Citrix ICA Client TIR Missed: No  TIR: 0.00

Capitol Desktop Support Insurance Low Resolved TTR Missed: No TTR: 0.00

INC000000160995  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00

Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00

INC000000162122  Application None Remedy Asset Managem TIR Missed: No  TIR: 0.00

Help Desk Insurance Low Resolved TTR Missed: No TTR: 0.00

INC000000162525  Application Error State Payroll Time Entry - TIR Missed: Yes TIR: 2.03

Help Desk Insurance Medium Resolved TTR Missed: No  TTR: 2.41

INC000000163372  Application Password Microsoft Windows XP Pi TIR Missed: No  TIR: 0.34




Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.64
INC000000164267  Application Error None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000164529  Application Password Citrix ICA Client TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000165139  Application Error None TIRMissed: No TIR: 0.15
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 1.47
Network
INC000000151875  Network Incident None TIR Missed: Yes TIR: 1.01
Application Support Insurance Low Closed TTR Missed: No  TTR: 1.01
INC000000153262  Network None Citrix Installation Manage TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000153288  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.23
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.40
INC000000156764  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 1.25
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 1.55
INC000000157917  Network Error None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000159603  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000160723  Network Incident None TIR Missed: No TIR: 0.29
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.54
INC000000161337  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000161848  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.04
Capitol Desktop Support Insurance Low Resolved TTR Missed: No TTR: 0.14
INC000000162238  Network None None TIR Missed: No TIR:  0.21
Security Insurance Low Resolved TTR Missed: No TTR: 0.80
INC000000163612  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000165391  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.46
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.46
PC/Laptop
INC000000154593  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000155245  PC/Laptop Error None TIRMissed: No TIR: 0.23
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 1.36
INC000000155313  PC/Laptop Performance None TIR Missed: Yes TIR: 2.42
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 5.89
INC000000156102  PC/Laptop Error None TIRMissed: No TIR: 0.26
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.26
INC000000163558  PC/Laptop Hardware None TIR Missed: No TIR:  0.53
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.53
Print/Copy/Scan/Fax
INC000000154833  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000160970  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.16
Capitol Desktop Support Insurance Low Resolved TTR Missed: No TTR: 0.16




Telecom
INC000000156650  Telecom Area Code Telephone TIR Missed: No  TIR: 0.05
Voice Operations Insurance Low Closed TTR Missed: No  TTR: 0.13




